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Making ITIL Real

Key Success Factors

Theory — ITIL Process — Pink & CA
» Guidelines for Best Practices = Convert theory to process that is
» Provides the theory but not the applicable to the unique needs
process of the organization
» Education is an important » Training & Education
component = Tool configuration

Technology — CA

» Provide the technology that enables
and automates the process

» Repeatability, compliance and
notifications

» Implement processes impossible
without technology
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ITIL requirements from tools

= Centralized Management Database (CMDB) is a critical requirement
of ITIL

— CA’s Enterprise Infrastructure Management (EIM) strategy revolves
around a Single Management Database

= |TIL is about processes that cut across management silos

— CA recognizes this and CA’s EIM strategy revolves around automating
processes and not functions

= Asset discovery to license compliance
= Vulnerabilities to remediation
= Problem to resolution
= Storage provisioning to optimization
= While the process is incremental, the goal should be holistic

— CA offers the most complete service management solution that includes
financial administration and business alignement

— Assessment services help you develop the incremental approach

3 .
ca.com a Computer Associates®




ca.com

Operations, Security and Storage Management

Financial Administration

@ Computer Associatese



Roadmap to Service Intelligence
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CA Profiler

Online GAP Analysis Tool
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CA Profiler

Service Management Profiler

Hu:umel Mew Client | Mew Profile | Logout

MFA: Can yvou effectively rate this issue? (Checked = Mo, At least 3 issues must be rated for this section to count.)
Importance: How impaortant is this issue to your business? (1 = Low ; 5 = High)
Capability: How well does your business address this issue? (1 = Low ; 5 = High)

Importance Capability
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Qur Service Desk acts as the central point of contact between the User and IT Service
Managernent by handling incidents and requests and providing an interface for other
Service Managernent activities such as Change, Problem, Configuration, Release, Service
Level and IT Service Continuity Management,

we have implemented an Incident Management process that works to restore normal

service to IT services as quickly as possible with minimum disruption to the business, thus [ o i e i T o O i @l

ensuring that the best achievable levels of availability and service are maintained,

We have implemented a Problermn Management process to identify, diagnose, and solve th Respondent Scoring

root cause of incidents and to prevent repeated disruption to the supplied services,

We have implemented effective Change Management that encompasses the planning, r fCC e e O
scheduling, assigning, rmonitoring, and analyzing of all changes,

We have implemented effective Configuration Managerment that identifies, records, tracks, el alal el el ol el o
and reports on all key IT commponents (or assets) called configuration items (CI's), O ! &

We have implemented an effective Release t process that manages the r G O E O
software development, installation, and suppo software products,
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Typical Survey Section features...
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